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West Coast dealers leverage homegrown
appointment system to boost orders

‘ “It’s been a goldmine” says Beaverton Toyota service director.

few years ago, setvice man-
ager Jerry Jerome didn’t
like how his staff had to
handle incoming customer calls
and schedule appointments. But
unlike some people, Jerry went
beyond griping and created his
own system.

“Four or five years ago we were
overwhelmed with phone calls,” he
told Service Manager last month.
He initially worked with a software
programmer to come up with an
automated system to handle and
schedule oil changes, but Jerry said
he quickly saw the value in the sys-
tem and expanded it to include all
appointments.

He'’s using the system, called
Autosked, now in his Beaverton
Toyota dealership, whete he’s
Parts & Service Director, Year-to-
date Autosked has handled abour
3,600 of the 27,000 total ap-
pointments his dealership has
made with customers. About
1,500 came in via phone and
about 2,000 via the Internet.
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And it’s not just oil changes the
system is helping him to generate.
Of those 3,600 online or phone
Autosked appointments, he said
1,188 were maintenance work be-
yond oil changes.

“It’s been a goldmine,” accord-
ing to Jerry.

“It’s a fantastic system; our ser-
vice managers use it all the time,”
agreed Don Warshawer, Opera-
tions Manager at Michael’s Toyota
in Washington State. He's been
using Autosked for about a year at
his dealership.

Jerry is about to start working
with a service manager at a
Chevrolet dealership, and
Autosked is also up and running
at Vancouver Toyota and Parker
Toyota in Idaho, he said.

Easy Training

Jerry oversaw the training at Mr.
Warshawer’s dealership abourt a
year ago. He gave the call center
team a CD to watch, and within

TITLE__

DEALERSHIP

ADDRESS _

STATE ZIP

DealersEdge 2B
SERVICE MANAGER

0O Payment enclosed
0O Bill me
Mail to:

www.dealersedge.com
Call: B00-321-5312
t Fax: 800-314-4770

B e e et e e e s e o e o o o e e e i o o . e o o e

fifteen minutes “they pretty much
got it,” he said.

“The system adapts very eas-
ily to your existing Reynolds
& Reynolds, or ADP system.,
Autosked downloads your existing
customer, vehicle, special service
campaign, op-codes and vehicle
history records each night. You'll
be using all the same information
you're already familiar with, but
with functionality your service
staff will appreciate, “ Jerry said.

Three ways Autosked
can boost CSI:

Customer Phone Appointments:
Autosked can intercept the cus-
tomers call to the service depart-
ment and offers a choice ro use
‘the automated system.” Custom-
ers can make their own real-time
appointment by using the dial pad
of their phone. After accessing the
vehicles service history records,
Autosked offers a tailored service
recommendation. Appointments
can be made 24/7, take about a
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